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Introduction
Webinar
 Part 2 of a Part 2 Series (First Webinar: October, 2019)

A HR Shared Services model 
 Creates standardization of practices; 
 Streamline processes;
 Ensure consistency of HR practices; to 
 Efficiently serve employees

HR Shared Services in Higher Education
 Various models
 Dependent on your needs of your campus 
 Detailed planning and continuous improvement



Introduction (continued)
What’s next - Phases of shared services model operations

Three institutions – different stages
 Auburn University
 Pennsylvania State University
 Clemson University

Panel Q & A
 Send in your questions, via the chat feature, during the webinar



Poll Question
Have you implemented (or in the process of implementing) 
a HR shared services model at your institution?

a) Yes

b) No



Poll Question
Considering that you have either implemented or in the process, 
what phase are you currently in? 

a) Designing processes/functions 

b) Implementation of a software platform

c) Communication planning and strategy

d) Fully implemented shared services model

e) Assessment and feedback for continuous improvement



About Auburn University

13,000 
employees

Full-time, part-time, 
temporary, and student

30,000+ 
students

(19:1 student/faculty 
ratio)

1300+
New Hires per Year



Where Are We Now?
Auburn University Onboarding Center
Close to Full Operation 
 Open for Business
 Employee Identification Cards fully functioning
Finalizing software platform to onboard
Fully staffed
Building resources
 Webpages
 Welcome materials
 Checklists and other informational items
Go Live Plan (date dependent on return to normal operations)
 Staff and Students 
 Faculty – Late Summer 2020



Onboarding Center Facility

Approximately 1,500 square feet
Two doors down from main HR office complex



Lauri Catalano
Senior Director of Shared Services

Clint Eury
Director of Administration and 

Chief of Staff for Human 
Resources



Agenda
• About Penn State
• Communications/Marketing
• Tools
• Metrics
• Relationship with HR Strategic Partners



About Penn State

Workday Confidential

campuses
and online

$Operating budget

Economic impact
$4.9 billion

$2 billion

99,000
students

47,000
employees

Sole land grant institution
Largest public university

One of the largest 
nongovernment employers

Pennsylvania’s

Hospital

Airport

Two Hotels

Two Law Schools 24

OPERATIONS

NUMEROUS

RANKINGS
TOP



Functions HR Shared Services Supports

Recruiting Onboarding Benefits Absence Mgmt

People 
Transactions

Time   
Management Payroll Records Mgmt



Marketing & Communications



Poll Question 
What communication vehicles have you/do you plan to 
use to deliver messages regarding your HR Shared 
Services organization? (Check all that apply)

A. Fliers/Posters
B. Image/Banners on Websites
C. Social Media
D. Emails/Articles 
E. System Notifications
F. Other



Communications Vehicles

FLIER
• Audience: All employees
• 8.5x11 PDF version to 

print.
• Especially for those who 

don’t have easy computer 
access



Communications Vehicles

BIG 5 EMAIL
• Audience: All employees
• Used as part of a series of 

messages to build upon 
knowledge

• Highlight offerings of HR 
Shared Services



Communications Vehicles

SOCIAL MEDIA IMAGE & 
WEBSITE BANNER IMAGE
• Audience: All employees
• Website Carousel
• Social Media

(HR team members, other 
partners)



Communications Vehicles

EMAILS/ARTICLES
• Audience: 

• Penn State Today: All 
employees

• News to Know: Varies 
(All or a subset)

• News Articles – higher level 
and broader statement

• News to Know – targeted 
communications with detail 
and actions



Communications Vehicles

CONTACT CARDS
• Audience: All 

employees
• Business cards that 

HR Strategic 
Partners, HR 
Consultants, and 
others can hand out

• Meant to serve as a 
reminder

• Great for new hires



Communications – Notifications within Applications

Human Capital Mgmt System
• Audience: All employees
• Used for any “hot topics” that 

we want to get out to the end 
user community

• Real Time 
• Keep content fresh



Tools



Poll Question
What tools have you developed to support the Shared 
Services organization? (Check all that apply) 

A. Workflow Diagrams
B. Process Documents
C. Templates
D. Job Aids
E. Forms 
F. Training Materials
G. Knowledge Base Articles
H. Other



• Shows the flow of the 
business process 

• Really useful as a starting 
point when designing a new 
process

• Clearly identifies the players 
involved int he process

• Can be used to teaching new 
team members

• Can be used for trouble 
shooting issues

Tools – Process Diagrams



Tools – Process Documents

• Written explanation of the 
process diagrams

• Can be used for training 
new members

• Can be used to confirm 
that team member has 
taken all action steps

• Reference if a process 
does not occur frequently



Tools – Job Aids

• For use by all HRSS team 
members

• A step by step set of actions 
to take for a given activity

• Often has screen shots of 
tools/systems

• A form of a checklist to 
ensure that team member 
is completing all steps and 
in the correct order

• Great for teaching new 
team members



Tools – Knowledge Base

• Self Service Tool that is a 
component of our Case 
Management System

• Enables employees to 
search for answers to 
questions on their own

• Reduces Volumes to Call 
Center

• Needs constant 
maintenance



Tools – Internal Resource Guide

• For Call Center Team 
Members Reference

• Ensure consistency in 
responses

• Organized by Topics
• ‘Owned’ by Call Center 

Manager
• Essentially and internal 

knowledgebase



Metrics



Poll Question
What metrics are you currently utilizing? (Check all that 
apply) 

A. Transaction volumes
B. Time to complete
C. Audit/compliance activities
D. Behavioral metrics
E. Employee performance level 

metrics
F. Other



Metrics

DATA and ONBOARDING HR SERVICES

Current Data Current Data

Week of

DO 
Created 
Records

Closed 
Records

Backlog Current 
Week

HRS 
Created 
Inquiries

Closed 
Inquiries

Backlog Current 
Week

Calls 
Handled

1-Mar 999 862 86% 1004 584 58% 826

8-Mar 866 915 106% 906 621 69% 820

15-Mar 529 1018 192% 810 556 69% 575

22-Mar 1015 819 81% 721 484 67% 592

29-Mar 1225 967 79% 827 481 58% 591

5-Apr 1187 1295 109% 656 506 77% 495

13-Apr 1416 1648 116% 768 397 52% 618

• Show Trends 
• Week over Week
• Month over Month
• Year over Year

• Workforce Planning - Enables 
You to Respond to Resource 
Needs



Metric Examples

• Captures Employee Behaviors
• Can Create/Modify SLAs

Onboard Seats

Onboar
d 

Session
s Hours

Schedule
d 

Appoints

Complet
ed 

Appoints

Cancel/N
o Show 

Rate

2020 D E
January 22 15 1329 82 1070 761 29%
February 20 17 1128 68 771 567 26%
March 22 17 477 30 396 233 41%
April 22 #DIV/0!
May 20 #DIV/0!

ONBOARDING

Closed Inquiries
SLA Resolution 

Rate Calls Handled
Average Wait 

Time Calls Abandoned Call Length Professionalism Efficiency Acuracy
2020 Total PCT H M S

January 3505 97% 2547 73% 1 25 3 4993 0:00:29 263 0:05:33
February 3096 98% 2227 72% 1 4 20 3765 0:001:6 97 0:05:00 2.69 2.42 2.46
March 2472 96% 1748 71% 1 36 14 3065 0:00:21 122 0:05:09 2.84 2.62 2.61
April #DIV/0!

DATA PHONE
First Agent 

Closure
Avg Processing 

Time

Customer Service



Key Partnerships



Key Partnerships
• HR Strategic Partners and HR Consultants

• Bi-Weekly Meeting with entire group (100+)
• Bi-Weekly Meeting the HRSP Leadership (6 people)
• HR News To Know
• Collaborative projects

• Internal IT or IT Vendors
• Monthly planning meetings for systems 

enhancements/improvements
• Weekly or bi-weekly status meetings

• Affirmative Action
• Office of General Council  
• Compliance Office
• Faculty Affairs
• Global Programs (Internationals, Visas)
• Payroll & Finance



Ale Kennedy, Ed.D.
Associate Chief Human 

Resource Officer





Agenda

• About Clemson University
• Clemson Over the pas few years
• HR Forward Model

– Roles /Responsibilities
– ASK HR

• Change Management: Steps to the New Model
• Successes and Challenges



HR Support in 2019-20 … By The Numbers



Clemson HR 
Over the Past 
6 Years

2013

Non-HR personnel 
performing HR 
functions in field 

2014

Reporting structure 
created to form HR 
Partners (remain in 
field)- report to HR

2017

HR Leadership Team is 
challenged to develop 
a new service model 
and HR structure 
(steps next slide)

2018

HR Partners change 
from being embedded 
in field to working in 
one centralized Service 
Center –
Announcement of new 
model to the campus

2019

Continuously working 
on best practices and 
improved processes



The HRForward
Model



HR Service Center

HR Strategic 
Consultants

HR Service 
Reps / ASK 

HR
HR 

Generalists



https://www.clemson.edu/human-resources/contact/service-teams/index.html


ASK HR
• The Service Reps answer many questions that 

come into HR.
• COEs put together FAQs and scripts to respond to 

questions.
• Service Reps are briefed and trained on new 

processes and communications that go out



Steps to the New Model
• Change management training for all HR team 

members
• Skill gap analysis
• Identify roles & responsibilities 
• COE training for all HRSC team members
• Streamline and document processes
• Communication with campus leaders



After a year……..

Successes
• HRSC service teams
• Streamlining processes
• All of HR under one roof
• Training
• Establishing roles and 

responsibilities

Pain Points
• Time limitation to review all 

processes
• Campus understanding all of HR 

services and team roles
• COE and HRSC working in 

collaboration



HRForward Next Steps



Thank you!



Lauri Catalano
lmc68@psu.edu

Clint Eury
cee126@psu.edu

Leanne Fuller
fullele@auburn.edu

Ale Kennedy, Ed.D.
alekenn@clemson.edu

Questions?



HR Shared Services: Implementing 
a Model at Your Institution

Attend our concurrent session at the annual conference!



Thank You!
HR Shared Services: Moving from Planning to 

Implementation and Performance

April 30, 2020

Sponsored by
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